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ABSTRAK 

Strategi Pemasaran Layanan Pos Menggunakan Metode Servqual dan 

Importance - Performance Analysis (IPA) Untuk Meningkatkan Daya 

Saing Pasar Pada PT. Pos Indonesia Tulungagung 

Penelitian ini membahas strategi pemasaran layanan pos di PT. Pos Indonesia 

cabang Tulungagung di tengah persaingan industri jasa pengiriman yang semakin 

ketat. Tujuan penelitian adalah menganalisis kualitas layanan serta 

mengidentifikasi prioritas perbaikan menggunakan metode Service Quality 

(Servqual) dan Importance-Performance Analysis (IPA). 

Penelitian menggunakan pendekatan kualitatif deskriptif dengan teknik 

pengumpulan data berupa wawancara, observasi, dan dokumentasi. Analisis 

Servqual digunakan untuk mengevaluasi kesenjangan antara harapan dan persepsi 

pelanggan, sedangkan IPA membantu menentukan atribut layanan yang perlu 

diperbaiki. 

Hasil penelitian menunjukkan bahwa aspek keandalan, responsivitas, dan 

kecepatan layanan masih belum optimal. IPA menegaskan bahwa perbaikan pada 

kecepatan pengiriman, konsistensi pelayanan, serta respons terhadap keluhan 

pelanggan menjadi prioritas utama. Dengan perbaikan tersebut, PT. Pos Indonesia 

diharapkan dapat meningkatkan kepuasan dan loyalitas pelanggan, sehingga daya 

saing perusahaan tetap terjaga. 

Kata kunci: strategi pemasaran, kualitas layanan, Servqual, IPA, PT. Pos 

Indonesia. 
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ABSTRACT 

Marketing Strategy for Postal Services Using Servqual and Importance–

Performance Analysis (IPA) To Improve Market Competitiveness at PT. Pos 

Indonesia Tulungagung 

This study examines marketing strategies for postal services at PT. Pos Indonesia 

Tulungagung amid increasing competition in the courier industry. The objective is 

to analyze service quality and identify priority improvements using the Service 

Quality (Servqual) method and Importance-Performance Analysis (IPA). 

A descriptive qualitative approach was employed, with data collected through 

interviews, observations, and documentation. Servqual was applied to evaluate the 

gap between customer expectations and perceptions, while IPA was used to 

determine service attributes requiring improvement. 

The findings reveal that reliability, responsiveness, and delivery speed remain less 

than optimal. IPA highlights delivery timeliness, service consistency, and 

responsiveness to complaints as top priorities for improvement. Addressing these 

aspects is expected to enhance customer satisfaction and loyalty, thereby 

strengthening the company’s competitiveness in the logistics service market. 

Keywords: marketing strategy, service quality, Servqual, IPA, PT. Pos Indonesia. 
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